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MODULE I

OMBUDSMAN PROGRAM
OVERVIEW

Navy Family Ombudsmen are a group of extremely dedicated volunteers who are trained to
assist Navy families to successfully navigate the challenges of the Navy lifestyle. This manual
is a supplement to the OPNAVINST 1750.1F (2007) which governs the Navy Family

Ombudsman Program.

Introduction

Program Overview

Navy Family Ombudsman Program Overview and Benefits

Benefits and highlights of the Ombudsman Program mentioned in the Navy Ombudsman:
Volunteers Make A Difference video:

In a 2006 study of the Ombudsman Program conducted by the Navy Inspector General,
83 percent of respondents indicated that a fully supported Ombudsman Program improves
family readiness and that family readiness improves mission readiness.

The Navy Family Ombudsman Program:

*  Ensures a responsive and accurate source of information between commands and
families via Carelines (a recorded message providing information to families),
newsletters, briefings and telephone and e-mail trees.

*  Delivers a positive spokesperson and role model for family members.
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*  Facilitates (in conjunction with the Navy sponsor program) the smooth
transition of Sailors and their families during permanent change of station

(PCS) moves.
*  Provides invaluable support during natural and man-made disasters.

* Serves as a critical link for families during mobilization or geographic
separation.

The Navy Family Ombudsman Program enables service members to be more
focused and productive at work because their families have a safety net. Since the
Navy recruits Sailors but retains families, families who are satisfied with the Navy
lifestyle will more likely choose to stay Navy.

There are more than 5,000 ombudsmen volunteering 10 or more hours per week
to support our commands. The cost avoidance to the Navy in 2009 was over $40
million dollars if these were paid positions.

What is an Ombudsman?

Ombudsmen are volunteers appointed by the commanding officer to serve as

an information link between the command leadership and command families.
Ombudsmen are trained to disseminate information— official Department of the
Navy and command information, command climate issues, local quality of life
improvement opportunities, and “good deals” around the community. They also
provide resource referrals when needed and are instrumental in resolving family
issues before they require extensive command attention.

The command Ombudsman Program is shaped by the commanding officer’s needs.
The ombudsman works for the commanding officer, who determines the priorities
of the program, the roles and relationships of its participants, and the types and
levels of support it receives.

The Ombudsman Job Description

The OPNAVINST 1750.1F (the Navy Family Ombudsman Program instruction)
provides the guidance for appointing an ombudsman, defines the ombudsman’s
roles and responsibilities, and establishes training and management requirements.

Ombudsmen Roles and Responsibilities

Commanding officers tailor the command’s program to fit their ombudsman needs.
Therefore, job descriptions vary slightly to fit the command’s needs. Ombudsman
duties should be defined and documented in a letter at the time of appointment
and signed by the commanding officer. Command ombudsmen are part of the
command support team (CST) and work within the guidelines and policies
established by the commanding officer.

Command ombudsmen:

% Serve as a liaison between command families and the command.

Navy Family Ombudsman Program Manual
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* Keep the CO informed regarding the morale, health and welfare of command families.
* Communicate regularly with the command and command family members.

*  Contact families upon arrival to introduce themselves and explain how they can be of
help to the family.

* Develop and distribute a command-approved monthly or quarterly newsletter or, if not
possible, contribute to a command-approved column in appropriate publications.

*  Establish and maintain an up-to-date and timely telephone tree, Careline, an e-mail
distribution list or a Web site to rapidly distribute and gather information.

% Are aware of services provided by and contact information for the Fleet and Family
Support Centers and other support organizations available to Navy families.

»*

Maintain current records on the performance of their ombudsman duties in accordance
with privacy act requirements covered in Ombudsman Basic Training.

Serve as a source of emergency and crisis information.

Represent the command at local Ombudsman Assembly meetings.
Avoid conflicts of interest.

Maintain confidentiality.

Collect and submit data on services provided.

Coordinate services for families during mobilization or geographic separation.

L S S . A

Perform other official roles, functions or duties assigned by the CO.

Other types of duties may include:

* Assisting in the organization and implementation of the command welcome program
and participating in the indoctrination and orientation programs for new command
members.

* Representing the command on committees, boards and working groups in the military
or civilian community.

Roles and Functions Ombudsmen DO NOT Assume

Ombudsmen are advocates for the command and command families and are trained to
provide information and make referrals. They are not social directors. However, ombudsmen
are encouraged to support and participate in social activities sponsored by formal or
informal family support groups. Announcements of social events that promote the morale,
health and welfare of command families may be included in the ombudsman newsletter.
The ombudsman, through training and experience, must empower family members to help
themselves. The ombudsman maintains an up-to-date list of resources so family members
can be referred to the appropriate agency.

Ombudsmen responsibilities do not include:
*  Providing child care.
* Transporting people.

Ombudsman Program Overview %
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* Lending money.
*  Allowing people to stay with them in their home.

*  Doing for others what they must learn to do for themselves.

Navy Family Ombudsman Program History

The Navy’s philosophy of developing healthy, self-reliant families is epitomized
through the Navy Family Ombudsman Program. The ombudsman concept
originated in Scandinavian countries, where they investigated citizens’ complaints
against the government or its functionaries. Today, the concept is widely used in the
fields of government, business and health care.

On September 14, 1970, Adm. Elmo R. Zumwalt Jr., Chief of Naval Operations,
established the Navy Family Ombudsman Program when he issued Z-Gram 24. It
emphasized the importance of Navy spouses and established a procedure that gave
spouses the opportunity to present complaints, viewpoints and suggestions to the
commanding officer. In doing so, Zumwalt acknowledged the vital role spouses
play as members of the Navy team and provided them with what he described as
an “official representative to express their views to commanding officers and base
commanders.”

In 2007, CNO Adm. Michael G. Mullen re-emphasized the importance of the
program, signing an updated instruction and highlighting the requirement that all
Navy families have access to a Navy Family Ombudsman.

Navy Family Ombudsman Logo

The Ombudsman Program is recognized by a logo containing symbolic elements,
each representing an event in the program’s history:

* Sweden— represents the origin of the term “ombudsman.”
*  United States— represents the Navy program.

* Lightning bolt— represents the lightning-fast

communication between the command and families.
* 24 stars— represents Z-Gram 24.

This logo appears on the pin attached to the ombudsman name tag or pinned to the
shirt collar. Ombudsman pins may be purchased at the uniform shop on base.

Program Structure and Governance
The structure and governance of the Navy Family Ombudsman Program includes:

%  Chief of Naval Operations (CNO) appoints one or more Ombudsmen-at-
Large whose guidance is defined by their letter of appointment.

* Commander, Navy Installations Command (CNIC) manages the Navy’s
overall Ombudsman Program via the Ombudsman Program Manager, who
can be contacted at http://www.ffsp.navy.mil.

Navy Family Ombudsman Program Manual
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* Ombudsman Program Advisory Group (OPAG) is a working group of individuals,
convened at the discretion of CNIC (N91), to include the Ombudsmen-at-Large, CNO
representative, CNIC force master chief, Fleet and Family Support program director,
Ombudsman Program Manager and Navy Reserve Force Family Support program
manager.

The OPAG includes representatives of other activities as needed to advise on policy,
special projects and curriculum development based on input received from Regional
Ombudsman Advisory Boards.

* Regional Ombudsman Advisory Boards (ROAB) are appointed and convened by the
regional commander. The regional commander selects ROAB members.

Responsibilities of ROABs are to support and advise area assemblies. ROABs are
neither policy-making nor supervisory bodies and do not interfere with the operation
of individual command Ombudsman Programs. ROABs meet at least semiannually.
Recommendations and observations should be forwarded to the CNIC Ombudsman
Program Manager.

% A regional or base commander sponsors a local Ombudsman Assembly in support
of tenant commands to provide ongoing training, policy discussion and clarification,
assist commands to recognize and show appreciation to their ombudsmen, ensure
maintenance of a current roster of area ombudsmen in the absence of a local Fleet and
Family Support Center, ensure appropriate ombudsman roles in installation disaster
preparedness and perform other functions as directed. The base or regional commander
appoints an ombudsman, and perhaps an advisory group, to run the local Ombudsman
Assembly.

% The local Fleet and Family Support Center provides Ombudsman Basic Training
(OBT) and support to area commands and ombudsmen.

* Commanding officers execute the Navy Family Ombudsman Program within their
command.

Overview of OPNAVINST 1750.1F
OPNAVINST 1750.1F, provides the primary guidance for the Navy Family Ombudsman

Program. A brief overview of this instruction is provided below, and a copy of it in its
entirety can be found in Appendix C.

The instruction includes:
* A list of relevant guidance in support of the Navy Family Ombudsman Program.
* A detailed definition of the program structure.

* The outlined roles and responsibilities for all individuals involved, including the CNO,
regional commanders, commanding officers and ombudsmen.

* A list of required forms and reports.

Ombudsman Program Overview % 5
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The enclosures to OPNAVINST 1750.1F include:
% Enclosure 1  Policy Waiver Request Procedures
* Enclosure 2 Chief of Naval Operations Ombudsmen-at-Large Duties

*  Enclosure 3  Fleet and Family Support Center Duties in Support of
Ombudsmen

* Enclosure4 Ombudsman Program Advisory Group (OPAG) and Regional
Ombudsman Advisory Board (ROAB)

* Enclosure 5 Ombudsman Assembly
* Enclosure 6 Program Support

* Enclosure 7  Reporting Requirements for Child Abuse, Domestic Abuse
and Sexual Assault
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. On September 14, 1970, the Chief of Naval Operations

GETTING SMART ABOUT THE PROGRAM

introduced the Ombudsman Program by issuing Z-Gram 24.

The command ombudsman is a volunteer who is the spouse of an or

The command ombudsman is appointed by, reports to, has direct access to and represents the

The ombudsman serves in the following two roles: and

to the command and its family members.
The structure of the program includes the following components:

a. The appoints one or more Ombudsmen-at-Large whose
guidance is defined by their letter of appointment.

b. ensure their command ombudsman information is

added to the Ombudsman Registry and updated as needed.

c. manages the Navy’s overall Ombudsman Program
via the Ombudsman Program Manager.

d. The sponsors a local Ombudsman Assembly in support of
tenant commands to provide ongoing training, policy discussion and clarification.

The provides feedback from local ombudsman assemblies
on policy, implementation or other programmatic issues to the CNIC Ombudsman Program
Manager.

The is a working group of individuals that meet as needed to
advise on policy, special projects and curriculum development.

The provides Ombudsman Basic Training (OBT) and
supports area commands and ombudsmen.

The is a meeting of all command ombudsmen in a region.

10. When Navy Reservists are recalled to active duty for an extended period, the

command assumes responsibility for the Sailors and their families. To ensure the (often remotely
located) reservist’s family receives the support services to which they are entitled, the
command ombudsman should contact the gaining command’s ombudsman to coordinate services.






MODULE 2:

MANAGING YOUR
RESPONSIBILITIES

Introduction

Various elements of administrative duties and command responsibilities go hand-in-hand
with the Ombudsman Program. When an ombudsman has completed all of the steps in

the appointment process according to OPNAVINST 1750.1F and regularly performs the
administrative duties associated with the program, they will prove to be an invaluable resource
to their commanding officer and command families. This section provides information and
resources for managing your responsibilities and consists of the following topics:

1. The appointment process
2. Managing your Responsibilities

3. Standard and advanced training

Appointment

Appointment Letter

When an ombudsman is appointed, they should receive a copy of OPNAVINST 1750.1F, a
copy of the Navy Family Ombudsman Program Manual, an ombudsman pin, nametag and
an appointment letter. The appointment letter is the official “welcome to the team” letter. It
should include information about:

% Duties the commanding officer (CO) expects the ombudsman to perform.

*  Upcoming Ombudsman Basic Training (OBT) class dates, in addition to registration
and contact information.

* 'The availability of online orientation if the ombudsman cannot attend OBT within the
first six weeks of assignment. Go to www.ombudsmanregistry.org.

* The ombudsman’s point of contact (POC) at the command and the POC’s contact
information.

*  The length of the appointment and whether there is a probationary period.

*  Expectations for attendance at local assemblies and advanced training,.

Managing Your Responsibilities %
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Meet with the Commanding Officer

Training starts with the commanding officer’s guidance and should include:
* Information about job duties.

Assignment of a command POC.

Reporting requirements and procedures.

Guidance for working within the command support team.

L R D D

Expectations and goals for the Ombudsman Program at the command.

Volunteer Agreement and Protection

Because they perform their duties as volunteers, OPNAVINST 1750.1F requires
command ombudsmen to complete form DD 2793, the Volunteer Agreement for
Appropriated Activities or Non-appropriated Fund Instrumentalities. Appropriated
funds are authorized by Congress for specific purposes; non-appropriated funds
are used to augment funds from Congtess for programs to improve the morale and
welfare of military personnel and their families.

While performing their duties, ombudsmen are considered employees of the
government. They are afforded certain protections:

% Ifan ombudsman is injured or killed while performing official duties, the
United States government will pay disability or death compensation unless:

1. The injury or death was caused by misconduct.
2. The ombudsman inflicted harm upon himself or herself.

3. The ombudsman was under the influence of drugs or alcohol.

*  Protection from personal liability should anyone be injured during the
performance of ombudsman duties. However, this does not prevent an
ombudsman from being charged with a crime. Following the termination of
volunteer service, volunteer records are to be retained for three years by the
command that received the service.

A copy of the signed Volunteer Agreement should be given to the ombudsman
prior to the start of volunteer service. Part IV of the form is completed at the end
of the term of service. A copy of the completed agreement should be given to the
ombudsman upon termination of service.

. ¢ Navy Family Ombudsman Program Manual




A
sample of the Volunteer Agreement form foll MODULE 2
ollows:

VOLUNTEER AGREEMENT FOR
NONAPPROPRIATED FUND INSTRU
PRIVACY ACT STATEMENT
AUTHORITY: Section 1588 of Title 10, U-S- Code, and E.O. 9397-

OPRIATED FUND ACTIVITIES MENTALITIES

PRINCIPAL PURPOSE(S): To document voluntary services provided by an individual, including the hours of service performed, and to
obtain agreement from the volunteer on the conditions for accepting the performance of voluntary service.

ROUTINE USE(S): None-

DISCLOSURE: Voluntary; however failure to complete the form may result in an inability to accept voluntary services or an inability to
document the type of voluntary services and hours perrormed.

AME OF VOLUNTEER (Last, First, Middle Initial) BIRTH ( YYYYMMDD)

ATION RGANIZATIONIUNIT WHERE SERVICE OCCURS

M WHERE SERVICE OCCURS NTICIPATED DAYS O ATED HOURS

PTION OF VOLUNTEER SERVICES

10. CERTIFlCATlON

| expressly agree that my services are being provided as a volunteer and that | will not be an employee
Government o any instrumentaiitv thereof, except for certain purposes relating to compensation for injuries occurring during the
erformance of approved volunteer services, tort claims, the Privacy Act, criminal conflicts of interest, and defense of certain suits arising
out of legal malpractice. | expressly agree that | am neither entitled to nor expect any present of future salary, wages, or other benefits
for these voluntary services. | agree to be bound by the laws and regulations appiicable to voluntary service providers and agree t0
participate in any training required by the installation of unit in order for me to perform the voluntary services that | am offering. | agree tO
follow all rules and procedures of the installation of unit that apply to the voluntary services | will be providing.

1.a. TYPED NAME OF ACCEPTING
(Last, First, Middle Initial)

12. CERTIFICATION
| expressly agree that my services are ot be an employee of the United States
Government OF any instrumentaiity thereof, except for certain pur ng to compensation for injuries occurring during the
performance of approved volunteer services and liability for tort claims as speciﬁed in 10 u.s.C. section 1 88(d)(2). | expressly agree
that | am neither i nor expect any present of future salary, wages, of other penefits for these voluntary services. | agree to be
bound by the laws and regulations applical voluntary service providers, and agree 10 participate in any training required by the
installation of unit in order for me to perform the voluntary service t | am offering. | agree to follow all rules and procedures of the
installation of unit that apply t0 the voluntary services that | am offering.

13.a. TYPED NAME OF ACCEPTING OFFICIAL

(Last, First, Middle Initial)

a. YEARS (2,087
hours=1 year)

7.a. TYPED NAME OF SUPERVlSOR
(Last, First, Middle Initial)

793, FEB 2002

PREVlOUS EDITION 1S OBSOLETE' Exception to Standard Form 50 granted by
office of personnel Management (OPM) waiver.

ACO ()f][]]S I()||||(a[[I)C 'H or online .

p.// . .IIlll VVllS dl[CCIIVCS l]li()“l t i()ll“ ei()llIlS ddz; ) pdi ll WWW. l .1 VV.]I[[I.
/ /
Iltt WWW dth . or ttp.// Sp aQ
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es

*x |l



http://www.ffsp.navy.mi
http://www.ffsp.navy.mi

NOTES:

Ombudsman Registry

The Ombudsman Registry was established by Task Force Navy Family in
August 2005 in response to the hurricanes in the Gulf Coast region. The registry
allows Commander, Navy Installations Command (CNIC) to deliver real-time
communication and information to commanders, ombudsmen and Ombudsman

Coordinators. Commands are required to register, assign their ombudsman and
ensure that required worksheet data is submitted per OPNAVINST 1750.1F.

Once the command has appointed an ombudsman, the command should register

the new ombudsman with the Navy’s Ombudsman Registry, at htep://www.
ombudsmanregistry.org. This allows the ombudsman’s name and contact information
to be distributed as needed and enables ombudsmen to submit monthly or quarterly
worksheets. Instruction guidance for commanders/command designees, ombudsmen,
and Ombudsman Coordinators can be found on the login page of the ombudsman
registry just below the “Contact Your Ombudsman” section.

Ombudsmen cannot register or assign themselves to a command. Ombudsmen must
contact their command POC to be registered.

Meet the Ombudsman Coordinator

A member of the Fleet and Family Support Center (FFSC) staff is assigned as the
Ombudsman Coordinator. The coordinator serves as an adviser/consultant to local
ombudsmen, the Ombudsman Assembly and to commands, in addition to coordinating
OBT. The FESC Ombudsman Coordinator does not serve as the chairperson for the
local assembly.

In support of the Ombudsman Program, the coordinator may:

* Maintain a current roster of local ombudsmen, including Navy Reserve and
Navy Recruiting ombudsmen.

% Provide space, if available, for ombudsmen assembly meetings.

% Coordinate advanced training for ombudsmen assemblies that support
educational and informational needs.

* Provide assistance to local ombudsmen.

*  Provide program guidance, policy clarification and recommendations for
ombudsmen recognition to commands, if requested.

*  Notify the respective command if issues arise that appear to be negatively
affecting the local program/family members. By providing accurate and timely
information, the respective CO may take the appropriate action.

*  Provide information and forms about Navy and community resources, including
updates and changes.

*  Serve as a major referral resource for ombudsmen and Navy families.

* Refer command families to their ombudsmen and provide information about the
Navy Ombudsman Program to new arrivals.

. ¢ Navy Family Ombudsman Program Manual
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In addition to the Ombudsman Coordinator, other FESC staff members are a
valuable resource ombudsmen may call upon for information and guidance when
working with command families.

Managing Your Responsibilities

Ombudsman Assembly
Ombudsman Assembly meetings

An Ombudsman Assembly is a monthly, bi-monthly or quarterly meeting of all
command ombudsmen in an installation or region. The local Ombudsman Assembly
is an important component of the Ombudsman Program, because it is an excellent
forum for sharing and exchanging information, resources and best practices.
Ombudsman assemblies also frequently serve as venues for ongoing training. Each
sponsoring command has a local instruction that governs its assembly’s operation.

Functions of the assembly may include:
% Serving as a resource for the professional development of local ombudsmen by
arranging topical training.

% Serving as a liaison for policy discussion and clarification by appropriate local
authorities regarding issues of interest to ombudsmen and command family
members.

»*

Assisting commands to recognize/show appreciation to their ombudsmen.

* Maintaining a current roster of area ombudsmen, in the absence of a local

FESC.

% Other functions as directed by the sponsoring command, such as providing
resource handbooks, publishing a newsletter and maintaining a local calendar
of events.

Commanding Officers (COs), executive officers (XOs), command master chiefs
(CMCs), chaplains and their spouses are encouraged to attend ombudsman
assemblies.

Because of the structure and diversity of Navy communities and installations,
there may be more than one assembly within a geographic area. Assemblies are not
hierarchical and one does not have authority over another, regardless of the rank of
the sponsor.

Local commanders may decide that one area assembly consisting of all ombudsmen
within the geographic location is sufficient. Assemblies are information-sharing
groups and do not function as social clubs. Assemblies will not maintain treasuries
or collect dues for sponsoring assembly activities. Each sponsoring command should
have a local Ombudsman Assembly instruction. Assembly leadership should be
selected and appointed for a specified term, in writing, by the sponsoring command.

Managing Your Responsibilities
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SAMPLE OMBUDSMAN ASSEMBLY INSTRUCTION
(COMMAND) INST 1750.XX
(Code)
(Date)
(COMMAND) INSTRUCTION 1750.XX
Subj: OMBUDSMAN ASSEMBLY

Ref:  (a) OPNAVINST 1750.1F

Encl: (1) Ombudsman Assembly Chairperson Description of Duties

1. Purpose. To provide guidance and establish procedures governing the organization and operation of
COMXXXGRU 5 Ombudsman Assembly.

2. Cancellation. (COMMAND) INST 1750.XX.)
3. Background. The Chief of Naval Operations established the Navy Family Ombudsman Program on 14

September 1970. Reference (a) contains program requirements and guidelines for execution of this
program throughout Navy. The Command Family Ombudsman serves as a communication link between
the command, command family members, and as an information and referral specialist.

4. Discussion. The Ombudsman Assembly exists to support the local, appointed command ombudsmen.

As a non-policy making and non-supervisory entity, it serves primarily as a forum for discussion among
the membership and to help provide continuing training opportunities. It is also an advocate for Navy’s
mission and Navy family members.

5. Assembly Membership. Membership in the Ombudsman Assembly, per reference (a) and this
instruction, shall include the appointed ombudsmen of all commands resident at the station, including
local tenant and afloat commands, and any other commands in the area which need support, such as the
naval hospital.

Membership begins when individuals submit their ombudsman letter of appointment from the sponsoring
command and will continue until a notice of termination is received from the command. Commanding
officers, executive officers, command master chiefs, chaplains, and their respective spouses, are
encouraged to attend all Ombudsman Assembly meetings and activities. Other interested parties are
invited to attend.

6. Action. (Issuing command) will:

Appoint an action officer as liaison with the assembly.

Appoint an Ombudsman Assembly Chairperson, in writing, for the designated term of office.
Ensure the assembly has a suitable place to conduct meetings.

Provide administrative support, including administrative supplies and printing services as deemed
appropriate.

ao o

7. Ombudsman Assembly Chairperson. The Assembly Chairperson must be a current ombudsman.

The Fleet and Family Support Center should not serve as the Assembly Chairperson, but can serve in an
advisory capacity. Term of office will be for one year but may be renewed for another term at the
discretion of the issuing command.

. ¢ Navy Family Ombudsman Program Manual




MODULE 2

8. Fleet and Family Support Center Ombudsman Coordinator will serve as an advisor to the assembly,
maintain an up-to-date ombudsman recall list, and provide this list to the assembly chair as it is modified.

Additional support will be determined by [issuing command] and may include:

a. Assistance in planning continual training for ombudsmen.

b. Agenda recommendations for monthly assembly meetings.

c. Offering program guidance and policy clarification in consultation with the Ombudsman Program
Manager, as applicable.

d. Additional, appropriate assistance as requested by commanding officers/ombudsmen.

9. Assembly Meetings and Activities. The assembly is not a policy making body and in no way will
interfere with the individual command/ombudsman relationship or duties.

a. The Ombudsman Assembly shall meet monthly for the purpose of sharing information and as a
resource for advanced ombudsman training and other functions as directed by sponsoring
commands (e.g., provision of area resource handbooks and materials, publication of a newsletter,
and maintenance of a calendar of events).

b. The assembly may make recommendations about community matters that affect the well being of
area families. The group may not petition or actively and aggressively protest command-initiated
action or policy.

10. Ombudsman Recognition. The assembly is authorized to assist commands to recognize and show
appreciation of all command ombudsmen, per reference (a). The Fleet and Family Support Center
Ombudsman coordinator may be invited to work closely with the assembly and the commands to provide
appropriate recognition of the ombudsmen in conjunction with Ombudsman Appreciation Day, 14
September, and on other occasions as appropriate.

(COMMAND) INST 1750.XX
J. A.BOSS
Captain, U.S. Navy

Managing Your Responsibilities
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Ombudsman Assembly Chairperson

An Ombudsman Assembly chairperson is appointed to serve as the leadership of the
Ombudsman Assembly and to conduct monthly meetings. The chairperson must be
a current ombudsman. The term of office will be for one year but may be renewed for
another term at the discretion of the issuing command.

SAMPLE OMBUDSMAN ASSEMBLY
CHAIRPERSON DESCRIPTION OF DUTIES

1. Responsibilities:
a. Practice and enforce application of the Ombudsman Code of Ethics
during all assembly meetings and activities.
b. Preside over all meetings of the Ombudsman Assembly.
c. Call special meetings as required.

d. Provide information and support to the area ombudsmen.

e. Team with the Fleet and Family Support Center ombudsman
coordinator to plan and schedule monthly training to meet the needs
of the assembly. Make sure that prospective speakers/trainers have the
necessary education and experience to meet training requirements.
This includes a clear understanding of OPNAVINST 1750.1F policy
regarding the topic.

f. Prepare and distribute an agenda for all meetings.

g. Serve as a member of all standing committees and special committees
deemed necessary by [issuing command].

h. Review all assembly correspondence prior to distribution and maintain
copies on file.

i. Ensure the assembly is represented at meetings pertaining to quality
of life issues that directly affect family members, per approval of the
commander.

j. Coordinate with the Fleet and Family Support Center to perform
orientation of all newly appointed ombudsmen.

2. Chairperson qualifications:
a. Current ombudsman possessing a working knowledge of the military
chain of command and lifestyle.

b. Good judgment, sound leadership skills, and demonstrated ability to
communicate effectively, both orally and in writing.

. ¢ Navy Family Ombudsman Program Manual
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Data Collection

Command ombudsmen maintain and report certain types of data. Generally, ombudsmen
should try to maintain as little personal data as possible about individuals under the
provisions of The Privacy Act of 1974.

Routine Data Collection Requirements

Ombudsmen are required to keep a daily log of telephone and e-mail contacts. They are
required to submit a monthly or quarterly worksheet to the commanding officer or POC.
The commanding officer may assign the ombudsman or command POC the responsibility
of entering the data into the ombudsman database at http://www.ombudsmanregistry.org.

The Privacy Act of 1974

Privacy is a cherished American value, closely linked to concepts of personal freedom

and well-being. Mindful of the potential for misuse of federal records on individuals, the
U.S. government adopted laws to protect privacy. The Privacy Act of 1974 was enacted

by Congtess to safeguard individuals against the invasion of personal privacy, to limit the
government’s collection, use and disclosure of personal information, and to allow individuals
access to any government records pertaining to them. The Privacy Act was updated in 1988
with the Computer Matching and Privacy Protection Act and again in 1995 with Privacy
Principles developed under the Clinton administration.

The Privacy Act does allow the disclosure of information without the consent of an
individual if there is a compelling need to know by selected officers and employees of DoD
in the performance of their duties.

Appropriate disclosure examples:

* The contact information for a primary next of kin whose service member has been
severely injured is not current. The command is deployed and the Casualty Assistance
Calls Officer (CACO) contacts the ombudsman to see if they have more current
information. This is an authorized disclosure of personal information because personnel
from the DOD have a need to know.

* Providing information to the Family Advocacy Program representative or to the local
child protection agency to report suspected child abuse is an authorized disclosure of
personal information.

* Contacting the police and providing the name, address and telephone number of a
spouse who tells the ombudsman they have taken a drug overdose in a suicide attempt
is an appropriate disclosure of personal information.

* Informing the command and the local police that one of the command’s family
members has a gun and plans to kill her husband’s girlfriend is an appropriate
disclosure of personal information.

See http://www.privacy.navy.mil to learn more.

Most individuals associated with the military are familiar with the requirements of The
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Privacy Act. However, to protect the individual’s rights and to establish and
maintain credibility within the Navy community, it is imperative that the strictest
standards of confidentiality be adhered to in regard to families contacting the
command ombudsman.

Family members can disclose problems that place the service member’s professional
standing, social acceptance and career progression in jeopardy. These include, but
are not limited to, substance abuse by the service member, severe financial problems
or involvement with child pornography. It is important for the ombudsman to be
knowledgeable about the Navy’s and the CO’s reporting requirements. Ombudsmen
should ensure families are informed of these requirements. Some command
ombudsmen periodically publish in their newsletter the types of items that must be
reported.

Safeguarding Information

Every effort should be made to protect an individual’s personal information.
Rosters, logs, contact forms and other information that contains an individual’s
identifying information should be kept in a secure area. Official command rosters
can make individuals particularly vulnerable and should not be made available to
anyone without the command’s permission. No one, including the ombudsman’s
spouse or children, should have access to information about families who contact
their command ombudsman in the ombudsman’s official capacity.

Electronic rosters and other computer files that contain personal identifying
information should not be kept on a computer’s hard drive but should be stored on a
disc that can be safeguarded.

At the end of each month, ombudsmen, both active duty and Reserve are required
to submit their monthly (for active duty) and quarterly (for Reserve) worksheets

to their CO for input into the Ombudsman Registry database at htep://www.
ombudsmanregistry.org. The command may designate the ombudsman to enter this
information into the database. The command would retain a copy of the monthly/
quarterly worksheet and the ombudsman’s copy would be destroyed.

Additionally, ombudsmen should destroy any copies of individual contact forms,
contact logs and any other personal notes for that reporting month.

Types of Data Collected and Administrative Duties

Official Command Roster

The official command roster is a list of all personnel at a command and contains
protected information. The confidentiality of information in the roster must be
maintained as described in The Privacy Act.

There is no standard DOD or Navy-wide roster format. The information an
ombudsman may need on a roster includes the service member’s:
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% Name.

*  Last four digits of the Social Security number (in case there are multiple individuals
with the same name, which can be common at a large command).

* Rate and rank.
% Date of birth.

% Primary next of kin names, telephone numbers, addresses and e-mail addresses (spouse
and children, if married; parents or others the service member lists, if single).

* Phone number where family members could be contacted if they had to be evacuated in
an emergency or natural disaster.

% Present Rotation Date (PRD).

Contact Log

To gather data for the worksheets, most ombudsmen document their calls on a contact log.
A contact log helps an ombudsman:

*  See trends in types of calls, such as a number of requests for emergency financial
assistance, child care resources or spouse employment.

*  Follow up with people who have contacted the ombudsman for information or about a

problem.

* Note whether the ombudsman repeatedly provides the same types of information to the
same individual.

* Demonstrate workload.

Many ombudsmen do not ask for the name and telephone number of each individual who
contacts them about a ship’s return date, time and location because there can be many such
calls near the end of a deployment. Most ombudsmen combine these calls into a category
called “deployment” or “command schedule” and try to refer these callers to the command’s
Careline, if one is available.

OMBUDSMAN CONTACT LOG/MATRIX SHEET DATE: from /by 1o 28 Fabruy
Name ‘ Date ‘ ‘ Type of Call Follow-Up
Form can
(Senton email to A list - 50 ! Feb N/A New boge emeyiency M/A be foun A on
Feoplt) rocedhres oo 41
Yook 3 Feé/mg #pmm/@ggpwf wom | Lol eare 4 Fab page 4.
Bradkn 11 Febrmary Bradenahotmar, com | FRE Tito 12 Fab
(Senton email o Db lit - 50 13 Febmary |\ W/A Vhlents % M/A
erpls) special eventsin bnse
Ljp;h /4 in/mzy Ljpb@jﬂ/m wom | Famdl emeregncy 14 Fz4,
1.5 F24,
20 F#
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Individual Contact Form

For in-depth calls that require research or multiple referrals, some ombudsmen
prefer to use a separate document for each contact. This keeps the information about
a situation in one place rather than scattered among multiple notes. Most create a
form similar to the following:

(OMBUDSMAN INDIVIDUAL CONTACT FORM

Form can
be found on
page 42.

Ombudsman Monthly/Quarterly Worksheet and Registry

Once you have been registered by your command/command designee, FFSC
Ombudsman Coordinator or Navy Region Reserve Component Command (RCC)
coordinator, you must log on to the registry and update your personal profile
information before you can enter your monthly or quarterly worksheets.
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OMBUDSMAN REGISTRY INSTRUCTIONS

I. Log In

Go to http://www.ombudsmanregistry.org.

If you are a registered ombudsman
and have forgotten your password,
or if the temporary password you

were sent when you were registered

COMMANDER NAVY

does not work:
Welcome Register
. «
Wekome 1o the Navy Famiy Ombudsm, The Ombudsman Regstr
* Click on the “forgot oy ok b Bt e by ‘g Ombudsman
» 1 hurmcanes in the Gulf Coast region. The regissry allows CNIC to deliver real . ‘_‘;‘c"""‘mﬂ Sign ﬂe:lau‘”.
tme 5o and information b Commanders, Gmbudsmen, and J v
password” link below the comrkcatn s formaton o nbaaeind_ e P1) onoorar oo,
. 4 workshet! data s submited Havy Reion Reserve Component Command (REC) Coordnators
lo 1n oﬂmv:ugnm;rmnnummr hanve the abity ta mm-—dmrwhd-mhhr
g * command(s]. Mease contact your Command Pont of Contact
The year-to-date total cost avaidance to the Navy by yx_""‘,.‘:m“ b R
* T h I dd having ombudsmen volunteer their time i :
YPC the e-mail a ress #212%%a5. 25 Commander/Cammand Besignee
d h Commanders or Command Desigrees must be registered in order
10 adcess the regatry, The regatraton form can be actessed by
you used when you were Login | = e e i e g
. the regairahon farm your sccount request il be farmarded i
reglstered Email: the Cmbudsman Regetry Admrmirator for spproval. You vl be
’ Password: neiified by emad once your account is aporoved, .
CRORIRT

* Click on the “Send Password”
link.

Once you have been assigned to your command/commands and your profile
information has been updated, ombudsmen can enter their worksheets.

* Active-duty ombudsmen are required to submit monthly worksheets.
* Reserve ombudsmen are required to submit quarterly worksheets.

* Ombudsmen will only be able to enter one worksheet per month per command.
If the command has two or more ombudsmen, the worksheets will need to be
combined and the commander or command designee will decide who enters them.

2. Go to “My Commands”

* Click on “My Commands” INSTALLATIONS COMMAND
and you will see the Sy
commands to which you are
assigned.

* Click on “View Worksheets”

to the far right of the e

Title Worksheets

command name you wish to
enter a worksheet for.

COMMANDER NA'
IMST

3. Enter a worksheet
* Click on the green plus sign
next to “Add Worksheet”
and begin filling in your

columns.

Cenhbourd > My Commands » Workaheats

o Add Workaheet

USS MOMSEN (| heets
Title Status

Final
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4. Enter Data

“Total Contacts” section: Enter the total number of e-mails sent. Also enter phone, in-person, regular
mail, fax and individual augmentee family outreach call contacts you made during the month/

quarter.
USS HOMSEN (DOG 92) Worksheet Detail Erint Worksheet
Include a newsletter e-mail as a contact " i :
under the e-mail section. If the e-mail was i (SuniRucaived) 333 '
. . . . . Phone 2t
sent to 250 different individuals, then it P
would be 250 contacts. “ T s
1A Family Outreach Cally w
» . Comtacts By
Contacts By” section: T
Defined as the individual(s) who contacted s ot 120
you, such as a spouse, parent or family S e 2
member, legal guardian, service member, Spmasoas o
Command Suppon Team 3
fiancée/fiancé, significant other, command Sario Leadurshio Sooute
Chaplain 1
support team (i.e. CO/XO/CMC/COB), 53 Omademan Coorsmster
Othar
senior leadership spouse, chaplain, FFSC
Type of Contacts Total Contacts Time Spent (1.0« b Kieey)

Ombudsman Coordinator and other.

Child Birth ] 0.50 hours

Childcara 80 houcs

Types of Contacts:

Enter the number of contacts in the “Total Contacts” section under “Types of Contacts,” For
example, if a parent contacts you by phone and asks for information about deployment and Family
Readiness Groups (FRG), this would be two contacts in the Total Contacts column, one for
deployment and one for FRG. A contact is defined as one individual.

Time Spent:

Enter the total amount of time spent in this section of the worksheet. Enter time as .15 for 15 minutes,
.30 as 30 minutes, .45 as 45 minutes and 1.00 as one hour, etc. The system will automatically add up
the columns under Total Contacts and Time Spent at the bottom of this section.

Other:

This section allows an ombudsman to track four categories:

* Number of Meetings Attended: Defined as an ombudsman attending any meeting in an
official capacity, such as meeting with all or any member of the command support team, FRG
and Ombudsman Assembly, etc.

* Number of Presentations: Defined as an ombudsman giving any presentation about or for the
Ombudsman Program. For example, indoctrination, FRG meetings and command functions,
etc. If you attend a meeting and make a presentation, do not forget to record these in two
separate categories. You would have two entries: one in the “Number of Meetings Attended”
and one in the “Number of Presentations” category. You will need to split the time for each
category.

* Number of Trainings Attended: Enter any training you attend. If you attend an Ombudsman
Assembly meeting and training is provided at the end of the meeting, enter one for the total and enter
only the time spent during the assembly meeting for the training, not the total assembly meeting
time. Assembly meetings will be annotated in the “Number of Meetings Attended” section. If you
attended OBT or Ombudsman Orientation Training, do not forget to document the hours.
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* Number of Administrative Duties Performed. Any administrative duties you perform should be
entered into this category. Administrative duties can be, but not limited to: preparing newsletters,
filling out worksheets, typing minutes of meetings, etc.

5. Click ‘Save as Draft” or “Submit as Final”

Worksheets can be saved in draft form by: -

Total haurs
Other

* Clicking on the “Save as Draft” button at e
the bottom. Iibee of Sraserhatons Given

2.00 hours

0.29 hours

ol wlw

Mumber of Trainings Attended 0.09 hours

* If the worksheet is saved as a draft,
ombudsmen can make changes to it.

Save As Dralt

* Once the “Submit as Final” button has been selected, ombudsmen cannot make any further
changes.

If you have submitted a final worksheet and later discover errors, you may contact the
Ombudsman Registry administrator by submitting a “Support Case” request and the erroneous
worksheet/worksheets can be deleted. You will need to re-enter the entire worksheet for that
month or quarter.

If you have problems or questions about the Ombudsman Registry, you can contact your FESC
Ombudsman Coordinator, Navy Region Reserve Component Command coordinator or the
Ombudsman Registry administrator by submitting a “Support Case” request. To submit a request:

* Click on the “My Support Case” tab at the top of your “Dashboard.”

* Click on the green plus sign to create a “Support Case” request. Fill in the subject and place
your comments or questions in the block below the subject. Click on the “Submit Case”
button when you are finished. Once submitted, “Support Case” requests are normally
responded to within 24 to 48 hours.

Note 1: If your command has more than one ombudsman assigned, ensure that you combine all
worksheets and submit only one monthly worksheet per command or Unit Identification Code
(UIC). (The system will not allow more than one monthly/quarterly to be entered per command.)

Note 2: If you are an ombudsman and are assigned to more than one command/UIC, you must
complete a separate monthly/quarterly worksheet for each command to which you are assigned. For
example: You and the commander have agreed with another commander of a smaller command (15
or fewer active-duty service members and families assigned) to share an ombudsman. The tenant
command must be registered and you assigned as their ombudsman to complete a monthly/quarterly
worksheet for that command.

Note 3: Reserve ombudsmen are only required to submit a quarterly worksheet. Most reserve units
are supported by a Navy Operational Support Center (NOSC). These centers vary in size and
support from five units to 75 units each. Unit ombudsmen will submit their own worksheets if
assigned. If a unit does not have an ombudsman, the NOSC ombudsman or NOSC Ombudsman
Coordinator will submit their worksheets in a combined worksheet for the NOSC. NOSC
ombudsman/ombudsman coordinators will act as the unit’s ombudsman to provide support to the
Navy Reserve families.
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(OMBUDSMAN MONTHLY/QUARTERLY REPORT WORKSHEET

Command UIC/RUIC:

Deployed: [ yes [ no (if no, the number of months since last deployment ) or [JShore Command (Non-Deploying)

O name

Command type (air, surface, submarine, shore, other)
Total Contacts
Contacts By

E-mail i Spouse Command support team
Phone Parent/Family member Senior leadership spouse
In-person Legal Guardian Chaplain
Regular Mail Service member FFSC Ombud: Coordinats
Fax Fiancée Other
IA outreach calls Significant Other

Childbirth
Child care

Deployment (Include ship’s arrival contacts here.)

Education
Emergency (ARC, NMCRS, accidents)

Family readiness group (FRG)
Financial

Housing

Individual Augmentee (IA) Servicemember
Information & Referral

Legal Issues
MWR
Pets/Veterinarian
PSD (ID cards)
Relocation/Sponsor

Form can
be found on
page 43.

Reportables (abuse, suicide, homicide)

Transportation issues
TRICARE/DENTAL/DEERS
Other

Pay

Newsletters

Individual Augmentee (IA) family member

Other

Number of meetings attended Hours

Number of given Hours

Number of trainings attended

Number of administrative duties performed

The Ombudsman Registry Web site also contains an online forum that may be used
to exchange information and ideas or network with fellow ombudsmen. Forum us-

ers are not permitted to post material that is slanderous, defamatory, abusive, hateful,
harassing, inaccurate, vulgar, obscene, profane, racist, threatening, copyrighted or oth-
erwise protected or prohibited by law. Violations of Operational Security (OPSEC) are
not permitted (for more on OPSEC, please see Page 71 of the manual).

Funding and Budgeting

Commands may use appropriated funds or non-appropriated funds in support of
the command Ombudsman Program. It is important for the ombudsman and the
CO to discuss the program’s budget and determine what support can be provided.

Items that may be funded include:

* The CO may use non-appropriated funds for individual ombudsman
appreciation dinners, plaques and awards. The limit is $50 per ombudsman
per year, not to exceed a total of $500 (multiple ombudsmen) per year per
command. Cash awards are not authorized.

* Administrative support such as paper, envelopes, pens, copier service, clerical
assistance, command telephone cards and government vehicle transportation
should be budgeted and may be provided from appropriated or non-
appropriated funds, as command resources permit.
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% The command assumes all costs for the production and delivery of ombudsman
newsletters. Newsletter content must be approved by the command before distribution.
If the newsletter is produced solely within the command, the command is responsible
for providing technical and administrative support, paper, printer access and delivery
costs (stamps/bulk mail, etc.). If it is printed and delivered by Document Automation
and Production Service (DAPS), the command must approve and provide funding. The
local printing officer can provide guidance.

Claim for Reimbursement

Based on the authorized budget, the command may reimburse ombudsmen for specific,
preapproved expenses. To receive reimbursement, ombudsmen must document expenses and
submit a Claim for Reimbursement for Expenditures on Official Business (SF 1164) and
appropriate receipts to the command.

SF 1164 can be found at: http://safetycenter.navy.mil/osh/forms/files/1164.pdf or http://
www.ffsp.navy.mil. A hard copy of the form can be found on page 44.

The CO may allow the ombudsman, when acting in an official capacity, to be reimbursed
for the following:

*  Child care from any provider not to exceed the rate that would be charged by the
local child development center. (Clarify with the CO that the local CDC may provide

support for drop-in care.)

* Mileage, parking and tolls paid at the current government privately owned vehicle rate.
Mileage must be documented. Parking and tolls require receipts.

*  Go to General Services Administration to learn the current per-mile rate for mileage
reimbursement http://www.gsa.gcov/Portal/gsa/ep/contentView.do?contentld=9646&con
tentlype=GSA_BASIC.

* Communication equipment such as computers, cell phones, pagers or other electronic
devices. If it is decided that the command Ombudsman Program will function more
effectively, command-owned equipment may be issued to the command ombudsman at
the discretion of the CO. This equipment must be accounted for and returned when the
ombudsman leaves the position. The use of these items must be limited to the execution
of official duties.

* Internet service can be authorized if the CO determines it is important and economically
efficient for the ombudsman and command families to stay electronically connected.

* Telephone lines and any necessary telecommunication equipment may be installed in
an ombudsman’s home. In the case of equipment installed under this authority, COs
may pay the charges incurred for the use of the equipment for authorized purposes,
using appropriated or non-appropriated funds. Installation of such equipment must not
be done routinely, but only after careful consideration and subsequent decision that to
do so is necessary for the command Ombudsman Program to function effectively.

* Travel expenses incurred during command-directed or authorized participation
in training, conferences, etc., will be reimbursed. The expense report (SF 1164)
and receipts must be submitted as required. To be authorized for reimbursement,
Invitational Travel Orders (ITOs) must be issued before travel takes place.
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*

Commands may issue ITOs for out-of-area travel, reimburse expenses and may
authorize a travel advance for anticipated expenses. If the reimbursement of travel
expenses will cause a hardship for an ombudsman’s family, the command may
provide a travel advance. The ombudsman will need to file a travel voucher with
receipts upon completion of travel. Since many commands use automated travel
order programs, the ombudsman’s POC or command administrative officer can
advise on the necessary procedures and/or forms.

Tax Deductions for Volunteering Costs

As a volunteer, ombudsmen may be eligible to claim tax deductions from the federal
government for any unreimbursed costs associated with volunteering, such as:

* Transportation costs to attend non-local OBT.

Automobile mileage (at the standard IRS rate that changes annually).
Parking and tolls.

Telephone bills.

Supplies purchased in support of volunteer duties.

Dues or fees to a qualified organization.

L S . . D S

Non-cash contributions of property.

Ombudsmen are required to keep track of their expenses. Many find it useful to
have a specific file folder for this purpose. Please note that in many cases these
costs may be covered by the command. For example, if a command provides a cell
phone, ombudsmen are not eligible to deduct items paid for or reimbursed by the
command.

Training Funds

Local commands may reimburse the ombudsman for costs of child care and mileage
incurred during training. To be eligible for reimbursement, the ombudsman must
have a letter of appointment and have signed the volunteer agreement. In locations
where training is not available, a command may issue ITOs to give the ombudsman
the opportunity to complete training at another installation. A list of approved
training sites is available at http://www.ffsp.navy.mil.

Budget permitting, commands may pay for associated travel, berthing, meals
and incidental expenses for ombudsmen to attend non-local training. Expenses
may be reimbursed or travel advances may be authorized per Joint Federal Travel
Regulations (JETR).
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NAME THAT FORM

TERMS
A. Volunteer Agreement Form DD 2793

B. Appointment letter

C. Training record

D. Claim of Reimbursement Form SF 1164

E. Official command roster

E  Contact log

G. Individual contact form

H. Ombudsmen monthly/quarterly worksheet

DEFINITIONS

1.

The data from this form is entered into the Ombudsman Registry at
www.ombudsmanregistry.org.

The ombudsman’s complete history of any advanced training sessions attended or
certifications.

Confirms that ombudsmen are considered employees of the government in certain
situations.

Where new ombudsmen may find their command POC and contact information, as
well as their length of appointment.

Used for in-depth calls that would require research or multiple referrals.
Child care, mileage, Internet service and travel expenses can be reimbursed using this.

This documents calls on a telephone log and enables ombudsman to note trends and
demonstrate their workload.

A list of all personnel that contains protected information and must be maintained as
described in The Privacy Act.
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*

Marketing

According to a 2006 Navy Inspector General report to the Vice Chief of Naval
Operations (VCNO): Approximately 75 percent of survey respondents indicated
their command had an Ombudsman Program and more than 80 percent stated that
a fully supported program improves family and mission readiness. The vast majority
of command leadership thought that their ombudsman was a key player in resolving
family issues before significant command intervention was required. Additionally,
service and family members who used the information and referral services of their
ombudsman overwhelmingly felt that the ombudsman was effective in resolving
their issue.

Given that fact, it was surprising to find that less than 20 percent of service and family
members said they had sought the assistance of their ombudsman. This dichotomy
and apparent underuse may be attributed to the following main reasons: service and
family members are either unfamiliar with the full extent of ombudsman capabilities,
do not know their ombudsman, do not know that an ombudsman exists or simply
choose not to use the services.

One of the study’s recommendations was to develop a comprehensive outreach and
marketing plan to educate service and family members.

Ways to increase awareness of the command Ombudsman Program at the local
level:

* Identify potential target audiences.

* Develop outreach messages.

* Review outreach tools and strategies.

Potential target audiences include:

* The command support team.

Officers, chiefs and enlisted personnel at the command.

Spouses.

Fiancé/fiancée, boyfriends or girlfriends of command service members.
Parents and family members of service members attached to the command.

Child care providers for children of single parents.

L S S S

Families of Sailors temporarily assigned to the command.
There are several ways to get the word out about services to each of these groups.

Define the Message

When communicating with others, it is important to have a clear message. Messages
may be simple, such as providing the ombudsman’s telephone number and telling
people to call if they need assistance. Ombudsmen may want to send a message

to define their role, to instruct callers to use the Careline (if available for routine
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messages) or to advertise a community program or service. When defining the message, it is
important to address the question, “What’s in it for me?” People are more likely to listen to a
message when they believe it is targeted specifically to them.

Tools and Strategies

Ombudsmen can use a variety of tools and tactics to provide information about the
command’s Ombudsman Program. However, remember that today’s consumers are
inundated with messages everywhere they go. Select tools and tactics that are appropriate for
the message and the audience. For example, a great deal of detailed information works better
in a brochure than on a flier, and e-mail is ineffective if the target audience lacks Internet
access.

The range of tools is as unlimited as the imagination, but there are real-world considerations
against which your ideas should be weighed. Among the criteria are:

* Budget.

* Return on investment.

% Ease of implementation.

Choose tools that can be accommodated within a budget. Also, choose tools and activities
that are practical and require minimum time and energy to put into place. Some ideas may

be relatively inexpensive but may not reach target audiences with the necessary consistency
or impact.

Marketing tools fall into four broad categories:

—_

Audiovisual
2. Internet
3. Print media
4

In-person

Audiovisual Outreach Strategies

Audiovisual tools include:

* Video

% 1MC (command’s internal intercom) announcements
% Bulletin boards
*

PowerPoint presentations

Internet Strategies

Use the Internet to:

* Post a Web page and/or link to command’s Web site.
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Create electronic newsletters.
Send e-mail.

Send an instant message.

* ot %

Create or update a Web page.

Electronic Newsletter

More ombudsmen are producing an electronic newsletter because it is less expensive,
saves on postage, appeals to the Internet-savvy and the distribution list is easy to
update. Hard copy and electronic newsletters can be used to:

% Announce command events.

Provide information about FRG events.
Introduce agency and community services.
Welcome new arrivals.

Ensure deployment readiness.

L D D S

Motivate and encourage.

E-mail

Customized e-mails are another great way to use the Internet. They are also an
excellent way to keep in contact with the command support team, colleagues, FRG
leaders, community organizations, etc.

*  Create distribution lists and send information about topics of interest.
% Remember to keep it professional looking and easy to open.

* Do not send attachments. Many sites can no longer receive them due to
security concerns, and many people who receive attachments report that they
do not take the time to download them.

* Keep messages short. The receiver should never have to scroll down to read a
message.

% Promptly remove anyone who requests to be removed from the distribution list.

* When sending out e-mails, use blind copy correspondence (BCC) to prevent
Privacy Act violations.

Instant Messaging

Instant messaging is a way for remote families to feel connected. Some Web

sites host chat rooms that allow people from a command to “virtually” meet for
information and support. This tool can be useful, but be careful because IMs are
real time and not prescreened, so OPSEC can be violated easily. It can also be hard
to keep track of more than a handful of instant messengers at once.
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Print Media Strategies

Ombudsmen can use posters, fliers, newsletters and business cards to reach out to others.
In addition, the installation and community newspapers can expand print outreach efforts.
Whatever the media, the quality of print products is critical. Whether a command has

a trained graphics staff to produce materials or the ombudsmen produce them, there are
several key elements in producing quality materials:

* The information must be accurate.
* High-quality graphic design integrates words and images.

* The product must be attractive, professional and easy to read. It must quickly grab the
reader’s attention.

% The look and quality of all materials should be standardized so it is easily identifiable.
Think trademark, logo and/or slogan.

* Include a call for action. How is the reader to respond? Contact is an example of a call
for action.

Posters at the command, fliers, letters to new command personnel and the ombudsman
newsletter are excellent ways to get a message out. Create and carry business cards. On the
front of the business card, list contact information; on the back, provide a brief overview of
services or list the Ombudsman Code of Ethics.

In-person Strategies

The public relations concept is rooted in the delivery of a consistent pattern of information
to target audiences through direct contact. In-person strategies ombudsmen are likely to use
include personal networking, briefings and attendance at installation functions.

Preventing Burnout

There are literally hundreds of books and articles about stress management and preventing
burnout. Some tips to prevent burnout include:

% Start the role as volunteer command ombudsman with the information and tools
needed to do the job. Know the expectations, scope of responsibilities, training
opportunities, supervision (if any), job description, workload and benefits.

*  Create goals and measure success. Goals such as updating the Careline each week,
documenting phone calls, producing a monthly newsletter, improving public speaking
skills and submitting monthly/quarterly worksheet data on time are all measurable and
achievable.

* Maintain personal growth through hobbies, religion, taking classes and through paid

and volunteer work.

*

Develop an active life with a variety of interests.

*

Surround yourself with uplifting colors, pictures and treasures.

*  Set limits and know how involved to become with extended family, colleagues,
command families, other volunteer roles, etc.

Managing Your Responsibilities %
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Encourage and practice good communication skills.
Find ways to decompress, such as through meditation, exercise or a warm bath.

Maintain good physical health.

L R S . o

Build a support system with those who can help find solutions.

Resources

Whatever burnout prevention strategies are used, ombudsmen should always
remember that help is available. Do not hesitate to contact any of the following for
assistance:

*  Fleet and Family Support Center

% Chaplains

% Command support team

% Fellow ombudsmen
To learn more about stress management, burnout and compassion fatigue, check out
the following Web sites:

* American Academy of Family Physicians http://www.aafp.org/
fpm/20000400/390ver.html

* DOD Stress Awareness http://www.defenselink.mil/specials/stressawareness03

% Military OneSource www.militaryonesource.com

* Navy Knowledge Online https://www.nko.navy.mil

Professional Turnover

Ombudsmen should submit a resignation letter when:

* There is a change in commanding officer.

% They can no longer perform their assigned duties.

% They are unable to work effectively within their chain of command.
*

Their spouse transfers to another command, retires or otherwise separates from
the command.

As a courtesy, when a new CO reports, the current ombudsman should submit
a letter of resignation. The new CO may ask the ombudsman to remain until

a new ombudsman is trained and in place, or the existing ombudsman may be
reappointed. There are many reasons an ombudsman may choose to resign. The
first of the following sample resignation letters addresses a resignation when a
new commanding officer comes aboard. The second letter covers more general
circumstances.

. ¢ Navy Family Ombudsman Program Manual
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SAMPLE OMBUDSMAN RESIGNATION LETTERS

Letter 1 (New Commanding Officer)

From: [Ombudsman]

To: [Commanding Officer]

Via: [Point of Contact]
Subject: RESIGNATION AS COMMAND FAMILY
OMBUDSMAN

Ref: OPNAVINST 1750.1F

1. I tender my resignation as command family ombudsman
when a new commanding officer reports, as directed by

OPNAVINST 1750.1E

2. Tam available to continue as the command family
ombudsman for approximately six months, at which time
my spouse transfers to a new command. I am also willing
to help recruit and train a new command ombudsman.

3. 1appreciate the opportunity I have had to serve the
command and the command family members.

Letter 2
Sincerely, (General Resignation)
[Ombudsman Name] From: [Ombudsman]
To: [Commanding Officer]
Via: [Point of Contact]
Subject: RESIGNATION AS COMMAND FAMILY
OMBUDSMAN

i Ref: OPNAVINST 1750.1F

1. Der reference (a), I tender my resignation as this
command’s family ombudsman, effective (date), due to:

O Transfer of my spouse.
O Retirement of my spouse.
O Personal reasons.

2. Tappreciate the opportunity I have had to serve the
command and the command family members.

Sincerely,

[Ombudsman Name]

Managing Your Responsibilities %




NOTES:

Commanding officers also may choose to remove an ombudsman by simply sending
a letter thanking them for their service or for cause.

There are times when a volunteer commits an egregious act that must not be
excused. Termination for cause may include:

*  Any violation of the Ombudsman Code of Ethics, including breach of
confidentiality, failure to support the command’s mission, failure to work
within the chain of command and failure to maintain high standards of
professionalism.

Theft of equipment or making false claims for reimbursement.

Sexual harassment.

Inability to work effectively as a member of the command support team.
Unavailability to command family members.

Failure to participate in required and available training, as directed.
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Failure to report a mandated reportable issue.

The ombudsman’s departure should be done in a professional manner, no matter the
reason for the turnover. Ombudsmen should discuss with the commanding officer
or POC the specifics of the turnover, including:

* How to handle any contact logs or other written documentation regarding
calls.

The newsletter production process.
Directions for use of the Careline.
Turnover of any command-owned equipment and supplies.

Procedures for alerting families to the change in ombudsman.
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Any other topics that might affect families.

Standard and Advanced Training

OBT (Mandatory)

Basic training is required of all appointees. It provides information to properly
execute the duties of a command ombudsman. OBT is 16.5 hours and includes nine
training modules. The nine modules are:

*  Module 1: Ombudsman Program Overview— 1.5 hours
Module 2: Managing Your Responsibilities—2.5 hours
Module 3: Code of Ethics—2 hours

Module 4: Command Relationships— 1.5 hours

Module 5: Communication Skills— 2.5 hours
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Module 6: Information and Referral —2 hours

. ¢ Navy Family Ombudsman Program Manual
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* Module 7: Crisis Calls and Disasters—2 hours

* Module 8: Deployment and Mobilization— 1.5 hours

*  Module 9: Course Review and Summary

OBT is coordinated by local FFSC and Navy Reserve Forces Command. In locations where

training is not available, commands may issue invitational travel orders. To obtain a list of
CNIC-approved training sites, go to http://www.ffsp.navy.mil.

OBT Online Orientation Webinar

The Ombudsman Program Manager maintains an online orientation for ombudsmen

who are unable to attend OBT within the first six weeks of appointment. The purpose of
online orientation is to provide new ombudsmen with an overview of the program. It is not
intended to be a substitute for certification or training. Ombudsmen are not considered
trained until they complete OBT. OBT schedules are available at http://www.ffsp.navy.mil.

Advanced Training (Mandatory)

Initial training of ombudsmen ensures families receive a standardized level of services throughout
the Navy. As ombudsmen grow and mature in their roles, ongoing training enables them to stay
abreast of changes in programs and services, and to become familiar with new programs and
services available to Sailors and their families.

Advanced training is considered to be any training received by an ombudsman after OBT.
Advanced training topics are determined locally and generally include information or
speakers on the following:

*  American Red Cross

Casualty Assistance Calls Program
Clrisis response

Disaster preparedness

Deployment readiness

Domestic abuse

Legal

Navy-Marine Corps Relief Society
Media relations

Newsletters

Operations security

Personal Financial Management Program
Servicemembers Civil Relief Act

Sexual assault prevention

LA D D S D S . D D S

Suicide prevention
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* TRICARE

Standardized advanced trainings include:

* Individual Augmentees (IAs)

Family Advocacy Program (FAP)

Sexual Assault Response Program (SAPR)
Navy Safe Harbor

D D I o

Caring for the Caregiver

Online webinar classes are available at http://www.ffsp.navy.mil and include:
% OBT Orientation

% Reserve OBT — Information and Referral

* Reserve OBT — Family Readiness

% Ombudsman Registry

Certified Ombudsman Trainer (COT) Training

Ombudsmen who want to become certified to teach OBT should ask for a
recommendation from their command. This is an excellent opportunity for
ombudsmen who have a desire to give back to their ombudsman community.

Regional Train the Trainers (RTTs), whose purpose is to train and certify COT
trainers to teach OBT, are nominated by the FFSP Regional Program Directors. The
Ombudsman Program Manager certifies RT'Ts on an as-needed basis.

Only CNIC-certified trainers are authorized to instruct OBT. Trainers must:

% Be an ombudsman (active duty or Reserve), Ombudsman Assembly
chairperson, paid FFSC staff, the spouse of a command senior officer or
enlisted, and others on a case-by-case basis.

* Have completed OBT and have two years” experience. FESC staff members
that demonstrate in-depth knowledge of the Ombudsman Program and
have training/facilitating experience may be approved with a shorter time
requirement in their position.

* Be recommended by their commanding officer if the candidate is non-FFSC
staff. FESC staff must be recommended by the FFSC director/site manager.
Letters of recommendation should reflect personal knowledge of the applicant’s
suitability and eligibility for certification.

* Have FFSC or command-authorized funding for travel and Per Diem (if
applicable) for at least one year after certification.

Navy Family Ombudsman Program Manual
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Certified Ombudsman Trainer Transfer Policy

Certified Ombudsman Trainers (COTs) are a valuable resource to the Ombudsman Program
and Commander, Navy Installations Command has developed a transfer policy for COTs.
CNIC’s Ombudsman Training Coordinator will be informed of all transferring COTs and
will assist with the transfer process. Transferring COTs must meet the current eligibility
requirements as listed on the COT application.

The outgoing FFSC Ombudsman Coordinator or Reserve Family Support Administrator
will provide the following information for the transferring COT to the incoming FFSC
Ombudsman Coordinator or Reserve Family Support Administrator:

* COT training dates

*  Copy of COT certificate
*  Date last taught OBT
*

Letter of recommendation from Site Manager or Director, and Ombudsman
Coordinator. Ombudsmen COTs should have a letter of recommendation from their

Commanding Officer.

The receiving Site Manager or Director must inform CNIC’s Ombudsman Training
Coordinator of their approval for the prospective COT to teach within their region.
Acceptance of a COT transfer includes acceptance of any funding needs that may occur for
training purposes. This responsibility may be by the incoming FFSC or the Commanding
Officer of the accepting command.

Decertification of Trainers
Decertification of a Certified Ombudsman Trainer may be necessary for:

* The Certified Ombudsman Trainer who no longer meets the original requirements to
be a trainer (resigns as a command ombudsman, military spouse retires from service,
trainer resigns from Fleet and Family Support Center, etc).

% Instructors who have not taught for 18 months or their skills have deteriorated to the
point that they cannot instruct OBT effectively. Re-certification is required and will
be approved only after instructors complete the Certified Ombudsman Trainer course
again.

* Instructors who knowingly reach outside the parameters of the standardized course or
offer misinformation or poor guidance to the detriment of the students, and refuse to
correct their behavior.

Reasonable effort should be made to correct an identified deficiency. When this is not
possible, the sponsoring command should submit a de-certification letter to the CNIC
(N911A14) Ombudsman Program Manager for final approval.
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Training Record

The command is required to maintain a training record for each ombudsman.
Ombudsmen should discuss with their POC how they want to manage this record.
Ombudsmen also should keep their own copy of their training record, because

the command is only required to have documentation of training related to the
ombudsman position. Ombudsmen will attend a variety of training throughout
their lifetime and should be encouraged to maintain a record of all types of training
attended. This information can be useful in updating a resume and applying for

jobs.

There is no standardized training form. Use the following sample log, or consider
creating your own format to meet your specific needs.

TRAINING RECORD FOR

Date =
Completion

Form can

be found
on Page 45.

Summary

Many military spouses describe their volunteer experience as extremely satisfying
and often opt to take on the role at their spouse’s next command. Through their
experience as an ombudsman, they have learned more about the Navy, how to help
its command families and how to increase the overall quality of life for Sailors and
their families.

Routine paperwork and reporting requirements are minimal for command
ombudsmen. Remember to maintain a phone log and a monthly/quarterly
worksheet near the telephone and document contacts as they are received. At
the end of a month, tally the information, document the contacts and enter this
information into the ombudsman monthly /quarterly worksheet for submission.

Finally, throughout the entire term as ombudsman, continually perform outreach
and marketing strategies for your program. Command ombudsmen are a wonderful
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resource. However, if family members are unaware of services, the ombudsmen’s potential
is minimized. Use a sampling of the strategies covered in this chapter to inform command
families of the Navy Family Ombudsman Program.

If you have any questions about managing your responsibilities, you may always contact
your Ombudsman Coordinator, talk with your Ombudsman Assembly chair, or use the
Ombudsman Assembly for additional information and resources.
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READY? SET? GO! OMBUDSMAN CHECKLIST

ONo OYes Ihavean appointment letter.

ONo OYes Iknow the name, telephone number and e-mail address of the command
point of contact for the Ombudsman Program.

ONo OYes Ihave completed a Volunteer Agreement Form (DD 2793).

ONo OYes I have been registered by the command at the Ombudsman Registry.
ONo OYes Iknow mycommanding officer’s priorities.

ONo OYes Ihave discussed confidentiality requirements with my commanding officer.
ONo OYes Ihave read OPNAVINST 1750.1F Navy Family Ombudsman Program.
ONo OYes I can abide by the Ombudsman Code of Ethics.

ONo [OYes Iknow what types of information I am required to report and to whom.

ONo OYes Iknow how to complete an expense form (SF 1164) and when and where to
submit it.

O No [OYes I haveacurrent command roster and I know how often and from whom I will
receive updates.

ONo [OYes Ihavean ombudsman pin.
ONo [OYes Ihavean ombudsman name tag (provided by the command).

ONo OYes I have ombudsman business cards, either provided by the command or made
by me.

ONo OYes I have written an introductory letter to include in the ombudsman newsletter.

ONo OYes I have the codes, know how to change the Careline message, and I have
drafted my first message for recording.

ONo OYes Iknow the telephone number of the ombudsman telephone line and I have
recorded a professional message on it.

ONo OYes I haveaccess to a computer and the Internet.
ONo OYes I have created, or been given, an appropriate ombudsman e-mail address.

ONo OYes I havea resource list that includes telephone numbers and basic services
provided by local military and community agencies.

ONo OYes Iknow when and where my local or regional Ombudsman Assembly meets.

ONo OYes Am I excited and maybe a bit nervous about taking on the important role of
command ombudsman? I understand the importance of this position and I will
do a wonderful job!

If you have a fair number of no’s on your checklist, talk with your commanding officer, visit
your ombudsman coordinator and continue to do your homework and preparation before you
execute your command ombudsman duties.
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OMBUDSMAN INDIVIDUAL CONTACT FORM

Telephone/e-mail:

Situation

Referrals provided

i Follow-up
= -4,




OMBUDSMAN MONTHLY/QUARTERLY REPORT WORKSHEET

Command UIC/RUIC:

) or |_|Shore Command (Non-Deploying)

Deployed: [] yes [ no (if no, the number of months since last deployment

Ombudsman name

Command type (air, surface, submarine, shore, other)

Total Contacts
Contacts By

L |E-mail (sent/received) L ] Spouse | |Command support team

Phone L ] Parent/Family member L ISenior leadership spouse
[ ] In-person [ ] Legal Guardian [ ] Chaplain
Regular Mail [ IService member || FFSC Ombudsman Coordinator
Fax [ IFiancée [ JOther
IA outreach calls ] Significant Other
Childbirth
Child care
Deployment (Include ship’s arrival contacts here.)
Education
Emergency (ARC, NMCRS, accidents)
Employment

Family readiness group (FRG)

Financial

Housing

Individual Augmentee (IA) Servicemember

Information & Referral

Legal Issues
MWR
Pets/Veterinarian
PSD (ID cards)

Relocation/Sponsor

Reportables (abuse, suicide, homicide)

Transportation issues
TRICARE/DENTAL/DEERS
Other

Pay

Newsletters

Individual Augmentee (IA) family member

Other

Number of meetings attended Hours
Number of presentations given Hours
Number of trainings attended Hours

Number of administrative duties perfformed ___ Hours




1. DEPARTMENT OR ESTABLISHMENT, BUREAU, DIVISION OR 2. VOUCHER NUMBER
CLAIM FOR REIMBURSEMENT | orrice
FOR EXPENDITURES 3 SCHEDULE NUMBER
ON OFFICIAL BUSINESS ’
Read the Privacy Act Statement on the back of this form. 5. PAID BY
a. NAME (Last, first, middle initial) b. SOCIAL SECURITY NUMBER
[
2
<
<§I c. MAILING ADDRESS (Include ZIP Code) d. OFFICE TELEPHONE
i NUMBER
o
<
6. EXPENDITURES (/f fare claimed in col. (g) exceeds charge for one person, show in col. (h) the number of additional persons which accompanied the claimant.)
DATE c Show appropriate code in col. (b]: MILEAGE AMOUNT CLAIMED
O A - Local travel RATE
19 D B - Telephone or telegraph, or FARE ADD.| TIPS AND
E C - Other Expenses (itemized) (4 MILEAGE OR TOLL PER- MISCEL-
(Explain expenditures in specific detail.) I\I{I(I)ILEOSF SONS| LANEOUS
fa) (b) (c) FROM (d) TO (e) (f) (g) (h) (i)
| | |
| | |
| | |
| | |
| | |
If additional space is required continue on the back. SUBTOTALS CARRIED FORWARD FROM | | |
THE BACK | | |
7. AMOUNT CLAIMED (Total of cols (f), I I I
(g) and (i).) > $ TOTALS | | |
8. This claim is approved. Long distance telephone calls, if shown, are certified as 10. | certify that this claim is true and correct to the best of my knowledge and
necessary in the interest of the Government. (Note: If long distance calls are belief and that payment or credit has not been received by me.
included, the approving official must have been authorized, in writing, by the head
of the department or agency to so certify (31 U.S.C. 680a).) PAYMENT DESIRED Sign Original Only
. .. CHECK CASH
Sign Original Only I:I I:I
DATE
CLAIMANT
DATE SIGN HERE -
APPROVING } 11. CASH PAYMENT RECEIPT
OFFICIAL -
SIGN HERE a. PAYEE (Signature) b. DATE
9. This claim is certified correct and proper for payment.
. .. c. AMOUNT
Sign Original Only
AUTHORIZED DATE $
CERTIEYING 12. PAYMENT MADE
SIGN HERE BY CHECK NO.

STANDARD FORM 1164 (ReV. 11-77)
Prescribed by GSA, FPMR (CFR 41) 101-7
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VOLUNTEER AGREEMENT FOR
APPROPRIATED FUND ACTIVITIES NONAPPROPRIATED FUND INSTRUMENTALITIES

PRIVACY ACT STATEMENT
AUTHORITY: Section 1588 of Title 10, U.S. Code, and E.O. 9397.

PRINCIPAL PURPOSE(S): To document voluntary services provided by an individual, including the hours of service performed, and to
obtain agreement from the volunteer on the conditions for accepting the performance of voluntary service.

ROUTINE USE(S): None.

DISCLOSURE: Voluntary; however failure to complete the form may result in an inability to accept voluntary services or an inability to
document the type of voluntary services and hours performed.

PART | - GENERAL INFORMATION

1. TYPED NAME OF VOLUNTEER (Last, First, Middle Initial) 2. SSN 3. DATE OF BIRTH (YYYYMMDD)
4. INSTALLATION 5. ORGANIZATION/UNIT WHERE SERVICE OCCURS

6. PROGRAM WHERE SERVICE OCCURS 7. ANTICIPATED DAYS OF WEEK | 8. ANTICIPATED HOURS

9. DESCRIPTION OF VOLUNTEER SERVICES

PART Il - VOLUNTEER IN APPROPRIATED FUND ACTIVITIES

10. CERTIFICATION

| expressly agree that my services are being provided as a volunteer and that | will not be an employee of the United States
Government or any instrumentality thereof, except for certain purposes relating to compensation for injuries occurring during the
performance of approved volunteer services, tort claims, the Privacy Act, criminal conflicts of interest, and defense of certain suits arising
out of legal malpractice. | expressly agree that | am neither entitled to nor expect any present or future salary, wages, or other benefits
for these voluntary services. | agree to be bound by the laws and regulations applicable to voluntary service providers and agree to
participate in any training required by the installation or unit in order for me to perform the voluntary services that | am offering. | agree to
follow all rules and procedures of the installation or unit that apply to the voluntary services | will be providing.

a. SIGNATURE OF VOLUNTEER b. DATE SIGNED (YYYYMMDD)
11.a. TYPED NAME OF ACCEPTING OFFICIAL b. SIGNATURE c. DATE SIGNED (YYYYMMDD)
(Last, First, Middle Initial)
PART Il - VOLUNTEER IN NONAPPROPRIATED FUND INSTRUMENTALITIES
12. CERTIFICATION

| expressly agree that my services are being provided as a volunteer and that | will not be an employee of the United States
Government or any instrumentality thereof, except for certain purposes relating to compensation for injuries occurring during the
performance of approved volunteer services and liability for tort claims as specified in 10 U.S.C. Section 1588(d)(2). | expressly agree
that | am neither entitled to nor expect any present or future salary, wages, or other benefits for these voluntary services. | agree to be
bound by the laws and regulations applicable to voluntary service providers, and agree to participate in any training required by the
installation or unit in order for me to perform the voluntary services that | am offering. | agree to follow all rules and procedures of the
installation or unit that apply to the voluntary services that | am offering.

a. SIGNATURE OF VOLUNTEER b. DATE SIGNED (YYYYMMDD)
13.a. TYPED NAME OF ACCEPTING OFFICIAL b. SIGNATURE c. DATE SIGNED (YYYYMMDD)
(Last, First, Middle Initial)
PART IV - TO BE COMPLETED AT END OF VOLUNTEER'S SERVICE BY VOLUNTEER SUPERVISOR
14. AMOUNT OF VOLUNTEER TIME DONATED 15. SIGNATURE 16. TERMINATION DATE
a. YEARS (2,087 | b. WEEKS | c. DAYS |d. HOURS (YYYYMMDD)
hours=1 year)
17.a. TYPED NAME OF SUPERVISOR b. SIGNATURE c. DATE SIGNED (YYYYMMDD)
(Last, First, Middle Initial)

DD FORM 2793, FEB 2002 PREVIOUS EDITION IS OBSOLETE. Exception to Standard Form 50 granted by
Office of Personnel Management (OPM) waiver.




MODULE 3.

CODE OF ETH

Introduction

Ombudsmen are dedicated volunteers who successfully navigate the Navy lifestyle and assist
others to do the same. This section of the manual introduces you to the Ombudsman Code
of Ethics and will help you use the code as a guide for your behavior.

Ombudsman Code of Ethics Overview

The Code of Ethics is the essential foundation upon which an ombudsman’s credibility is
established and maintained. Ombudsmen must remain committed to strict adherence to the
code. Ombudsmen will:

% Maintain confidentiality.
*  Support the command’s mission.
*  Work within the chain of command as directed.

* Maintain the highest standards of professionalism.
Code of Ethics Cards - Definitions (Class Activity)

Confidentiality

Command mission

Chain of command

Professionalism

Confidentiality

Confidential information is sensitive information about a service member or family member.
It is kept within the commanding officer’s designated network and is for official use only.
Command ombudsmen must adhere to the strictest code of confidentiality to protect

Code of Ethics %
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the privacy of individuals and to maintain the credibility of the Navy Family
Ombudsman Program.

The commanding officer (CO) determines which individuals at their command have
a “need to know.” The executive officer (XO), command master chief (CMC) and
chaplain are almost always designated. Depending on the situation, the command
Sexual Assault Response Program (SAPR) Victim Advocate, Family Advocacy
Representative (FAR) , Drug and Alcohol Program Advisor (DAPA), or command
financial specialist (CFS) also may be informed.

A failure to maintain confidentiality results in a lack of confidence in the
ombudsman by the CO and the affected Sailor or family member. It also can
cause severe and irreparable harm to individuals. Types of confidential information
ombudsmen may hear include:

% Marital problems
Substance abuse issues
Financial difficulties
Parenting challenges
Work performance issues
Infidelity

Violations of law

Mental health disorders
Child neglect or abuse
Medical issues

Domestic abuse

L . . S D . S S T

Suicidal or homicidal behaviors

Family members may contact their ombudsman to ask for information, guidance
and referrals, or they may just want to discuss their concerns with a caring person.
An ombudsman should not share these private concerns with anyone— including
their spouse, other members of the command support team or assistance agencies —
without the approval of their commanding officer (CO) or the caller.

The following examples should help clarify the concept of confidentiality.

* A newly married spouse calls and tells the ombudsman she thinks she and
her husband need marriage counseling because they are arguing all the time
about the upcoming deployment. The ombudsman assures the caller that
it is normal for Navy couples to argue before a major deployment. Without
providing names or specific detail, the ombudsman then calls the Fleet and
Family Support Centers (FESC) and the base chaplain to see if they have an
available counseling appointment before the ship deploys. This is not a breach
of confidentiality because no identifying information was revealed.
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% Mary Smith calls and tells the ombudsman that she thinks she and her husband
need marriage counseling because they are arguing all the time about the upcoming
deployment. The ombudsman assures the caller that it is normal for Navy couples
to argue before a major deployment. The ombudsman then calls the FFSC and base
chaplain, provides Mary’s name and number, and asks if they will call her about a
counseling appointment. This is a breach of confidentiality because the ombudsman
did not ask Mary for permission to provide her name, telephone number and other
information about her situation to the FFSC or chaplain.

Other ways to protect confidential information include:

*  Keeping the command roster in a secure location and protecting an electronic roster
with a password.

* Answering calls in a private area.
*  Discussing trends, rather than specific calls and e-mails received by ombudsmen.
% Maintaining call logs in a secure area.

Ombudsmen should always ask themselves how they would want sensitive information to be
managed if it were about them.

Non-confidential Information (Reportables)

Confidentiality is 7oz withholding information from the CO or those in the chain of
command who have a need to know. Families must understand that not all communication
with an ombudsman is confidential, and some information is required to be disclosed to the
proper authority. This information is called “reportable.” Reportable information involves
situations in which someone’s safety and well-being are at stake.

All Department of the Navy personnel, including ombudsmen (with the exception of
chaplains and attorneys who have privileged communication), are MANDATED reporters.
This includes command leadership, child and youth services staff, security personnel, social
workers, educators and health care professionals. Navy instruction requires ombudsmen to
report:

*  All suspected or known child abuse/neglect.
Alleged domestic abuse.
Suspected or potential homicides, violence or life-endangering situations.

All suspected or potential suicidal risks.

D D S

Other issues identified by the CO as reportable.

Reports should be made to the commanding officer or their designee, and the Family
Advocacy Representative (FAR) at the FESC. It is the responsibility of the FAR to provide

an assessment and follow-up services.. Be prepared to detail:
% What you observed OR have been informed of, date/time.

% Names of persons involved.
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* Address and phone of persons involved.
*  Service member’s command.

% Your contact information.

Whenever an individual contacts the ombudsman and discloses a reportable issue,
the ombudsman should inform the caller that a report must be made and make
every effort to connect them with appropriate resources.

In the event that neither the FAR or the command can be reached determine if the
situation warrants immediate attention and if so contact your local emergency services.

Restricted and Unrestricted Reporting

Ombudsmen also should be aware of reporting options for victims of domestic
abuse. As of August 2007, adult victims of domestic abuse incidents have two
reporting options:

*  Restricted reporting: Allows a victim to seek medical attention, counseling or
other human services by reporting only to a victim advocate, victim advocate’s
supervisor or health care professional without requiring that notice be
provided to the alleged offender’s commander or to the criminal investigative
organization. Restricted reporting is intended to give adult victims additional
time, while benefiting from receiving relevant information and support, to
make more informed decisions about reporting the domestic abuse incident to
the appropriate commander.

*  Unrestricted reporting: Victims of domestic abuse who want to pursue an
official command or criminal investigation of an incident should use current
reporting channels (chain of command, FAP or law enforcement). Victim
advocacy services and FAP clinical services will be offered to the victim and, at
the victim’s request, any forensic medical examination deemed appropriate.

However, anytime a spouse tells an ombudsman about domestic abuse, an
ombudsman is required by OPNAVINST 1750.1F to report it, because the restricted
and unrestricted reporting options cannot be offered by an ombudsman. The
ombudsman should try to keep family members informed of these options so the
victim can use them before making the decision to talk to their ombudsman about
the abuse.

Ombudsmen should routinely inform family members about the types of
information that cannot be kept confidential. The ombudsman newsletter is often
a good place to include such advisory information. For additional information or
resources, ombudsmen may visit http://myduty.mil.

Mission Support

Another element in the Ombudsman Code of Ethics is to support the Navy and
the command’s mission. Ombudsmen demonstrate their support for both missions
simply by volunteering to be a command ombudsman. There may be times when
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an ombudsman does not feel supportive due to the demands the command places on the
ombudsman’s spouse, the possible lack of responsiveness to their needs as ombudsman, or
personal issues with their family. However, they should not reveal any negative feelings to
the families served.

Ombudsman command support is also demonstrated by:
* Maintaining a positive tone on the Careline or in e-mail messages.
* Focusing on positive events in the newsletter.

* Making timely referrals. Respond to calls and messages in a timely manner and give the
caller your full attention.

Explaining situations in a positive manner.
Controlling rumors.
Seeking the correct information.

Keeping disagreements with command leadership private.

L . . S o

Attending command functions.

Chain of Command

A chain of command is a reporting and leadership structure. Chains of command exist
throughout the Navy and the civilian work force. Knowing the chain of command allows an
ombudsman to use the systems in place to assist Navy families. Whether acting in an official
capacity or not, ombudsmen must use the chain of command. When addressing an issue at
the Navy Exchange, with TRICARE, about housing or within the command, there is never
an issue that would require the ombudsman to start at the top of the chain of command.
When an ombudsman has questions about the chain of command, they should ask their

command POC for help.

It is also important for an ombudsman to keep the chain of command informed.

Ombudsmen do this by:
* Copying the XO and the CMC on correspondence to the CO.

% Back-briefing the XO and the CMC about any decisions made during meetings with
the CO.

* Keeping the chain of command informed when the ombudsman is handling grievances.

Grievances are complaints about Navy services and facilities. Ombudsmen do not deal with
problems between the service member and the service member’s chain of command. There
are established procedures within the chain of command for that purpose. Also, ombudsmen
have no grievance procedure against the command for policies with which they disagree.
Certainly, they should make their views known to the commanding officer, but if the
grievance remains, then the ombudsman should choose to resign.
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Individuals who contact the ombudsman about a grievance must first make every
attempt to resolve the concern within existing channels. Once this is done:
*  Get the facts from the caller. Times, dates, statistics, etc. are necessary.

*  Consider the merit of the complaint. Is it legitimate? How would the caller like
to see the problem resolved?

% Clarify what steps the person already has taken. Has the caller used existing
channels to try to resolve the problem? If not, suggest to the person that the
proper channels for resolution now be followed. If proper channels have been
followed, research the grievance or suggestion.

* Examine the channels with which the individual was dissatisfied. Determine if
this grievance can be handled with common sense and knowledge of the Navy
organization.

*  Determine what constructive suggestions can be offered. To whom should the

grievance or suggestions be addressed?

An ombudsman should consult with their command POC and keep them informed
of the grievance and actions being taken.
Professionalism

The final element of the Ombudsman Code of Ethics is to maintain the highest
standards of professionalism. A professional image is projected through:

*  Dress or appearance.

*  Courtesy.

* Behavior.
Because an ombudsman is an official volunteer and represents the command and
the commanding officer, their appearance should be neat and professional. Dressing

appropriately helps to promote a positive image to the command and family
members. The following are examples of suitable clothing items:

% Jackets, vests.
Dress pants, slacks, khakis, dressy Capri pants.
Dress shirts, tailored sweaters.

Skirts.

* ok %

Flats, dress heels, leather deck-type shoes, walking shoes, loafers or clogs.

Professional courtesy includes addressing all members of the command by their
title (Captain Smith, Commander Orton, Master Chief Johnson). Use Mrs. or Mr.
when referring to a spouse. It is permissible to call a spouse by their first name once
they have given their permission. It is never permissible to refer to the commanding
officer by their first name. Ombudsmen always refer to the CO, XO and CMC or
chief of the boat (COB) by their titles.
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In addition, professional courtesy includes:

* Responding promptly to phone calls and e-mails.
Ensuring the command support team is kept informed.
Privately handling disagreements.

Paying attention to detail.

Offering solutions to problems.

L R . . S o

Respecting the opinions and beliefs of others.

Ombudsmen are in a highly visible volunteer position. This means other spouses observe
them, whether they are acting in an official capacity as a command ombudsman or as a
private person. Outrageous or inappropriate behavior will affect the way an ombudsman is
perceived and may have an influence upon effectiveness. Even simple behaviors are noticed,
such as arriving at functions on time, being prepared for meetings, and smiling and chatting
with others while standing on the pier or at the squadron.

Conflict of Interest

A conflict of interest can occur between an individual’s personal interests and their public
duty. This can exist whether or not money is involved and whether the conflict is actual or
perceived. Most commands do not have ombudsmen sign a conflict-of-interest agreement;
however, many military and civilian agencies do. Military and civilian personnel may

not use their position within a government organization for personal gain. This includes
ombudsmen. Ombudsmen may not use their position to solicit individuals they come into
contact with as a result of their volunteer work. Examples of soliciting that are not allowed
include:

*  Selling cosmetics, baskets, scrapbooking supplies, insurance, real estate, etc. to
command personnel and family members.

Taking orders for products.
Distributing any business cards, with the exception of their ombudsman business card.
Providing information about a business during a presentation.

Hanging posters about a personal business at the command.

L S D . S o

Advertising a personal business in a command-sponsored newsletter.

Avoiding a conflict of interest, or even the appearance of a conflict of interest, supports the
Ombudsman Code of Ethics to maintain the highest standards of professionalism.

According to the Standards of Ethical Conduct for Employees of the Executive Branch
htep://ethics.od.nih.gov/policies.htm, military and civilian personnel may not use their
position within a government organization for personal gain.
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YOU BE THE JUDGE

For each one of the scenarios, answer if confidentiality has been violated and why or why not.
Answers will be discussed in class.

SCENARIO |

Tracy, the command ombudsman for USS SAILSALOT, received a call from Sarah, a close
friend who happens to be a spouse at Tracy’s command. Sarah said her husband, recently back
from a deployment, was not getting along with their teenage son, John. She said her husband
had been physically rough with John on a number of occasions. He had gotten so angry a few
nights ago that he had punched John in the stomach, knocking him to the floor.

Tracy reported what Sarah told her to her CO and to the Family Advocacy Representative.
Sarah was angry, because she felt that Tracy had betrayed their friendship. Tracy explained that
although she was Sarah’s friend, she was an ombudsman at all times and obligated to report
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